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l CUSTOMER SERVICES – CHELTENHAM IS AN INDEPENDENT

MAINTENANCE ORGANISATION CO-SITED WITH THE OEM

DESIGN AND MANUFACTURING FACILITY

l IT HAS NO DESIGN AUTHORITY.  ANY DESIGN CHANGES

REQUIRED HAVE TO BE ADDRESSED THROUGH THE OEM

DESIGN ORGANISATION
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PHILOSOPHY:

l DEVELOP A HUMAN FACTORS MODEL WHICH COULD BE

UTILISED ACROSS ANY SMITHS AEROSPACE SITE

WORLD-WIDE

l DEVELOP CORE TRAINING MATERIAL WHICH COULD

READILY BE CUSTOMISED BY ANY SMITHS AEROSPACE SITE

WORLD-WIDE TO SUIT ITS OWN PARTICULAR APPLICATION
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l TRADITIONALLY WE WOULD HAVE UNDERTAKEN THE WHOLE

TASK WITHIN THE COMPANY

l FOR THIS SUBJECT WE DECIDED THAT THE BEST APPROACH

WOULD BE TO UTILISE THE SERVICES OF A CONSULTANT
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MANAGEMENT COMMITMENT:

l ONE DAY TRAINING SESSION HELD WITH CUSTOMER

SERVICES WORLD-WIDE TOP LEVEL MANAGEMENT AND

SENIOR MANAGEMENT WITHIN CUSTOMER SERVICES EUROPE
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1. Event occurs and 
is notified to QA

2. Preliminary 
investigation decides 
if event was due to a 
maintenance error

Find the Maintenance 
Technician or DRT 
who made the error

2. Conduct MEDA 
Investigation
• Interview person
• Find contributing
factors

• Get ideas for process
improvement

Carry out follow-up 
interviews, as 
necessary, in order to 
get all relevant 
contributing factors 
information

3. Collect reports     
Add the results form 
investigation 
information to the 
Maintenance Error 
Data Base

4. Take systemic 
corrective actions
• Based on this event
• Based on data from
multiple events

5. Identify trends
6. Provide feedback 
to all employees 
affected by the 
process 
improvements.

MEDA INVESTIGATION PROCESS
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POSSIBLE INVESTIGATION THRESHOLDS

l WARRANTY RETURNS

l SIGNIFICANT INCIDENTS DISCOVERED INTERNALLY OR

EXTERNALLY (INCLUDING TECHNICIAN MISTAKE, OR

INACTION, AND WHERE APPROPRIATE, CARF REPORTED

ISSUES)

l AN EVENT’S IMPACT ON OPERATIONS (OUT OF

WORKSHOP PERFORMANCE, DELIVERY DELAYS)

l REGULATORY ISSUES

l SUSPECT PARTS 
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THE INVESTIGATION PROCESS WILL BE HAMPERED UNLESS 

THERE HAS BEEN :-

l THE ESTABLISHMENT OF A JUST CULTURE TO

ENSURE THAT PERSONNEL ARE NOT 

INAPPROPRIATELY PUNISHED FOR REPORTING OR

CO-OPERATING WITH OCCURRENCE INVESTIGATIONS
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A METHOD OF DETERMINING AN INDIVIDUAL’S CULPABILITY

Were actions 
as intended?

Unauthorised 
substance?

Knowingly 
violating safe 
operating 
procedures?

Pass 
substitution test?

History of 
unsafe acts?

Were 
consequences   
as intended?

Medical 
condition? Were procedures 

available, workable 
intelligible and 
correct?

Deficiencies in 
training and 
selection or 
inexperience?

Sabotage, 
malevolent 
damage, 
suicide, etc.

Substance 
abuse without 
mitigation

Substance 
abuse with 
mitigation

Possible 
reckless 
violation

System 
induced 
violation

Possible 
negligent 
error

System               
induced 
error

Blameless 
error but 
corrective 
training or 
counselling 
indicated

Blameless             
error

NO NO NO

NO

NO

NO

NO

NO

NO

YES
YES

YES

YES

YES

YES

YES YES

YES

Diminishing 
Culpability
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TRAINING LEVELS

Level 0 – Not applicable to this functional group or company does 
not require it (e.g. don’t work shifts).

Level 1 – General appreciation of theory and basic principles 
appropriate to job role.

Level 2 – In-depth knowledge and the ability to apply to other 
people under their control.

Level 3 – Full theoretical knowledge and competence to apply in 
their job role.
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Human Factors 
Syllabus module titles 
 

 

Company training 
Module number 

 
 

EASA GM-145.A.30(e) 
syllabus module 

number 
 

Introduction to human 
factors 
 

 
1 
 

 
1 
 

 
Human error 
 

 
2 
 

 
2,9 

 
Human Error – slips and 
lapses 
 

 
3 
 

 
3,9 

 
 
Human Error - violations 
 

 
4 
 

 
4,6,9 

 
Avoiding and managing 
error 
 

 
5 
 

 
3 
 

Human performance 
and limitations 
 

 
6 
 

 
4 
 

 
Environmental factors 
 

 
7 
 

 
5,6 

 
 
Teamwork 
 

 
8 
 

 
8,9 

 
Communication and 
handovers 
 

 
9 
 

 
7 
 

Organisation’s HF 
Programme 
 

 
10 

 

 
10 
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HF TRAINER ACCEPTABILITY CRITERIA

l HAS ATTENDED AN  ACCEPTABLE HUMAN FACTORS TRAINING

COURSE THAT COVERS THE EASA PART-145 INITIAL TRAINING 

SYLLABUS

l HAS RECEIVED ADDITIONAL INSTRUCTION IN TRAINING AND 

FACILITATION TECHNIQUES

l HAS WORKED FOR AT LEAST 3 YEARS FOR SMITHS

CUSTOMER SERVICES OR A MAINTENANCE ORGANISATION

MAINTAINING SIMILAR TECHNOLOGY/SCOPE OF WORK

EQUIPMENT
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OUTCOME:

l MOST PERSONNEL HAVE EMBRACED THE HUMAN FACTORS

PHILOSOPHY

l PERSONNEL ARE IDENTIFYING WHEN, DURING THE COURSE

OF THEIR DAILY DUTIES, THEY ARE ENTERING THE ERROR

ZONE

l BETTER WORKING RELATIONSHIP BETWEEN QUALITY AND

WORKSHOP TECHNICIANS


